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Q1 CASE

An organization was implementing a replacement of an old legacy system. This system supported a call center where about 400 

order takers entered orders that they received from customers over the phone.

During the planning for the project, no major changes were defined for the call center. The organization decided not to include the 

order takers in the implementation project directly. Instead, it worked with a group of business analysts who were anchored in the IT

department. Earlier system changes had negatively affected order taker performance measures and, as a result, individual cash 

commissions. Because of those earlier experiences, everyone expected the order takers to offer lots of resistance to any kind of 

system or process change. Therefore, project management thought that it would be easier to wait until late in the project to include 

that group of users.

When the project was barely into the build phase, rumors about the new system started to spread from other departments to the 

order taker teams. The Sales department VP brought a couple of order takers into an improvised demo. The demo went poorly, 

partly because the demo data was unrelatable and partly because the department VP performed the demo after little or no 

preparation or practice. The unintended outcome was affirmation of the order takers' impression that the order taking process in the

new system would be slower and involve more effort than in the legacy system.

The concerns and rumors almost turned into a revolt. Several key senior supervisors and team leads openly talked about going to a 

nearby competitor. This competitor was actively using these rumors to approach team members.

At this point, the project sponsor brought in a change manager. The change manager suggested two workstreams. The first stream 

consisted of the traditional assessments and planning across the organization. Then, given the late stage and the damage that had 

already been done, a second stream was immediately started to address the call center problem head-on.

The change manager immediately arranged sessions where the company president addressed the whole company, including the call

center. They explained why it was critically important for the company to implement a new system and how this system would 

ensure a significant competitive advantage in the market. The president outlined a bright future for the company, with many other 

changes than just the system, including new product lines and modern workplace options. During these sessions, individuals in the 

call center also had a chance to voice their concerns that were related to the earlier changes.

A work group that represented all levels in the call center was set up, and a senior supervisor who was highly regarded and 
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respected by their peers was reassigned as a liaison between the business analysts and the call center. Measures were defined for 

efficiency, and a plan was made for ensuring that commissions were calculated fairly during the transitional phase. The order takers 

were able to define some pain points in the legacy system, primarily related to alternative products. All these activities were 

communicated clearly and repeatedly.

There were still individuals who resisted, especially in the call center supervisor team. Although some general excitement was 

generated, it seemed as if this small group could turn individuals back against the changes.

The change manager asked a consultant from the implementing partner to arrange for a voluntary round of practice sessions and a 

contest for the order takers. They wanted to see who could take the most simulated orders in the new system. This time, a test setup

that had real data was used. The president supported the contest, and donated not only a weekend at the corporate lodge for the 

winner and their family but also a symbolic cash prize for the winner and the two runners-up.

The outcome was stunning. More than 50 order takers signed up. After only a few hours of practice, the order takers who took part 

were largely able to match the legacy system in effectiveness, thanks especially to order copying functionality that didn't exist in the 

old system. During the practice sessions, the order takers noticed that they could search for products by using both internal and 

external stock keeping units (SKUs) and product names. They also noticed that the system could prompt them with suggestions for 

alternative products, whereas the old system required that they look up products in a binder.

In the face of these results, the small group of supervisors who had been resisting lost their argument. A few did eventually leave the

company, but an increase in efficiency quickly balanced that loss. The connection between the call center and the IT department 

continued and eventually brought on more momentous changes, now driven by suggestions from the call center.

The traditional change management workstream also provided results. Sessions to define outcomes and measures found large 

differences in expectations, a high level of complexity and risk, and a low level of transformation maturity.

Directly after the assessments and discussions, department VPs and senior managers replaced the business representatives who 

were originally assigned to the project team, to ensure proper representation and decision-making efficiency.

The project sponsor realized the complexity and risk, and also the company's poor readiness. Therefore, they brought in a 

management consultant who specialized in the areas of warehouse management and supply chain management to help the project 

team.

Answer Any four

1. What were the reasons for Change or the compelling circumstances for change.

2. Who are the stakeholders in this organization? How would you as a change agent mange stakeholder expectations? Critically 

evaluate the role of the Change Agent

3. Enumerate the difficulties involved in the change process. What actions would you take to mitigate them. 

4. Which factors were responsible for change?

5. Adaptability to change requires ability to embrace change. Do you agree? What behaviours foster accepting change?



6. What is the role of a manger or senior leadership in this change initiative.

Q2 Answer Any Three

a) Based on the paper by Huber discuss the Constructs and Processes Associated with Organizational Learning

b) What according to Yeo are the stages of Learning as per the article revisiting the roots of learning organization?

c) Learning Community sets the agenda for the learning organization. what is the role and contribution of the learning community in becoming a

LO 

d) “Becoming a learning Organization is a journey and not a destination.” Enumerate the steps and best practices that varied authors recommend

for organizations to adopt in its journey towards becoming a LO 

e) Explain the role and importance of Single-Loop Learning, Double-Loop Learning, Triple-Loop / Duerato learning in the evolution of a learning

Organization 

20

Q3 “The Best Is Yet ahead “says Dave Ulrich explain with Value Creation as the next wave of the Change Agenda. What is the role for HR professionals in

integration Talent (capacity), leaders (shapers), Organization (Capability)

10


	
	Semester: Jan – Mar 24
	Maximum Marks: 50 Examination: ETE Exam Date: 26/03/24 Duration: 3 hours
	Programme code: 01
	Programme: MBA -HR
	Class: SY
	Semester/Trimester: VI
	College: K. J. Somaiya Institute of Management
	Name of the department/Section/Center: HR
	Course Code: 217P01C606
	Name of the Course: Organization Development & Learning Organization.
	Instructions: Do not attempt extra Questions. They will not be marked. Attempt Questions in a sequence
	Question No.
	Max.
	Marks
	Q1
	CASE
	20
	Q2
	20
	Q3
	“The Best Is Yet ahead “says Dave Ulrich explain with Value Creation as the next wave of the Change Agenda. What is the role for HR professionals in integration Talent (capacity), leaders (shapers), Organization (Capability)
	10

